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This study is aimed to analyze to what extend is the implementation of Enterprise Resource Planning (ERP) by 
involving transformational key user leadership style as the moderating variable. This study used DeLone and McLean 
information system success model approach. There are 285 universities in east Java, Indonesia as the population. As 
for this study, 164 universities are chosen as the samples by using the disproportionate stratified random sampling 
through organizational unit analysis. The instrument that is used to analyze the data is Structural equation Modeling 
(SEM) program Amos 22. The constructs used to make the model are transformational key user leadership, System 
Quality, and User Satisfaction. The result showed that the quality system has no influence towards the user satisfaction, 
and transformational key user leadership style moderates the quality system influences the quality system on the user 
satisfaction.    
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Introduction  
 Enterprise Resource Planning (ERP) is a multi-module and business solution application that 
allows the organization to integrate the business work with the company work, data distribution, and source 
management, also facilitates the access of information in real (Hau & Kuzic, 2010). ERP is a computer-
based system that is designed to process company transaction and facilitates integrated planning and real-
time (O’Leary, 2000) .  
ERP in universities has its own design, features, content, and database planning that has been 
adapted so that it suit universities’ financial needs and capability by using the service from programmer 
consultant and other experts. The implementation of ERP has become a demand in some universities. 
Therefore, an investment in the field of information technology can be set as the development priority in 
order to increase the universities’ competitiveness, to give better service, and to guarantee a wide access 
with a well-formed blueprint.      
 In fact, the implementation of ERP does not always run as it was expected. Many companies have 
spent lots amount of money to implement the ERP system. However, they did not get an optimal result and 
benefit from that implementation or it is called as information technology paradox. The implementation 
does not give optimal result and benefit because there is rejection from the user. Besides, the companies 
are incapable to decide the changes of the design and structure of organization to be suit with the technology 
that has been selected before (Ethie & Madsen, 2007). 
Broadly speaking, the users do not want to apply the ERP system because they do not want to be 
equipped with something new and unfamiliar things. In fact, learning something new is a requirement to 
compete or succeed the business competitiveness and to keep the sustainability of the company (Baheshti, 
2006). 
Transformational leadership is a leadership style that transform the values that rae believed by his/ 
her subordinate to support the vision and goal of the organization. By transforming the values, it is expected 
that there will be a good relationship among the members of the organization, so they can build strong 
belief towards each others. According to Avolio et al (in Stone, et al., 2004), the characteristics of 
transformational leadership are charismatic, inspirational, intellectual stimulant, and considerated 
indivisual. Those characteristics are the things that support an organization member in accepting new 
system.  








Transformational leadership style is an important thing in the implementation of information system. 
This is the feature that should be owned by the key user to get the organizational net benefit in form of the 
improvement of company work, or the individual net benefit in form of the behavior changes that support 
the company work. 
Umble, Haft (2003) stated that the success of the implementation of the information system requires 
strong leadership, strong commitment, and support from the top management. Moreover, Mandal and 
Gunasekaran (2003) also stated that the implementation of information system requires strong leadership, 
well-planned implementation plan, and well-formed financial consideration. 
In this case, leadership style can be explained as attitude and action performed by a leader in working with 
his/ her sub-ordinates, ruling an operational system, doing and overwatching the policy, and resolving 
internal and external problem (Bass, Bernard & Riggio, 2006). Key users play an important role in the 
implementation of ERP because they will act as the trainer, educator, advisor, help-desk recources, and 
agents of end user (Shehab & Sharp, 2007). In some cases, the problem encounter by the companies that 
are succesful or fail in implementing the ERP is around the key users. Key users, broadly spekaing, have 
strong influence in an organization as well as in the company’s sustainability (Bycio & Hackett, 1995).  
 
Literature Review  
Definition of ERP  
ERP is a  system that integrates some bussiness activities such as human resources, marketing, 
production, management and customer relationship, and financial matter in a company into a single system 
by using share database (Wey, et al., 2009). The system of ERP can create a consistency and trnasparency 
information in a company, so it can improve the eficiency of bussiness process. Besides, it can improve the 
company’s competitiveness.   
Generally, ERP executes and integrates the functions of a company and its global problems into 
one system. There are some problems that usually can be solved by the ERP. They are  payroll/ employees 
cost accounting, general ladger, job/ project management, budgeting, logistic, material, etc. (Subba, 2000). 
The implementation of ERP has some purposes. They are; 1) improving the customer service; 2) 
improving the productivity; 3) reducing the cost and inventory turnover; and 4) managing the supply chain 
and e-commerce. Those purposes can be achieved by developing a good plan and schedule, so the 
requirements of the resources, labor, material, machines, and financial can be provided adequately and 
proportionally (Wallace & Kremzar, 2001).  
Furthermore, Leon (2005) explained that there are several benefits that can be taken by the 
company from the implementation of ERP system. They are lead-time reduction, on-time delivery, time 
cycle reduction, customer satisfactory improvemnet, supplier’s work improvement, flexibility 
improvement, quality cost reduction, recources improvement, and improvement of informattion accuracy 
and decision maker ability.  
 
The Success Model of the ERP Implementation  
In the implementation of ERP, there are several models that can be used to measure the success of 
ERP. One of them is DeLone and McLean Model. This model is developed based on the previous studies 
conducted by Shannon and Weaver (1949), and Moson (1978). In this case, Shanon & Waver (1949) 
categorized the proses of information into three stages. They are:  
a. Technical Level. This level is defined as the accuracy and the efficiency of a system that can produce 
information. 
b. This level is defined as the completeness of information in relying the message. 
c. Effectiveness Level. This level is defined as the effect of the information to the receiver.   
Mason (1978) introduced a theory that is called as Information Influence Theory. This theory 
emphasizes in the influence of the information and replaces the term effectiveness. Furthermore, influence 
level is defined as the stages of the occasions that occur at the last moment of information system receiver.  
The referred level is receipt, the evaluation from the information and application from the 
information which is lead to the influence on recipient and the influence on system. The contribution from 
previous studies and the impact of role changes and the developed information system handling, DeLone 
dan Mclean (1992) update their model and call it as Updated DeLone and McLean Information System 
Success Model. This model reflects the dependence from six measurement of information system success: 











Leadership is defined as the capability to persuade the other’s behavior in a particular situation 
(Hughes, Ginnett, & Curphy, 1993). Leadership is also referred to an effort to influence people between 
individuals (interpersonal), through a process of communication to achieve one or more objectives (Gibson 
& Donnely, 1987). 
 Bass (1990) assumes that a better leadership work performance will be done if the leaders are able 
to do one or more from these four ways:  
a. Giving a deeper insight and awareness toward the mission, rising a great sense of pride, and 
developing a good respect and trust to the employees (Idealized Influence-charisma).  
b. Developing a high expectation by using various symbols to focus on the efforts and communicating 
important goals by using simple methods (Inspirational Motivation).  
c. Improving the intelligance, rationality, and an accurate problem-solving (Intellectual Stimulation).  
d. Giving attention, guidance, supervision, and training each person individually and personally 
(Individualized Consideration). This leader will be considered by his or her co-workers and employees 
as an effective and satisfying leader.  
 
Transformational leadership reflects modern leadership style, so in the implementation of ERP 
which is the 20th century modern and sophisticated system, is so appropriate and suitable when leadership 
model uses transformational leadership (Gill et al., 2010). 
 
Key Users 
The implementation processes of ERP in the companies are: the company organization 
management chooses and decides some individuals who have a full responsibility toward the preparation 
and the finishing of ERP by using company management instruction. Key user relates to business process 
and it has more knowledge in its working area, and generally, it is department manager (Taylor, Todd, & 
Peter, 1995). 
Key user group is established and assigned to estimate the potential of ERP use, when measuring 
the success of ERP implementation, which is appropriate with company needs. Key user should help to 
determine proper consultants and work together with them to seek other needs in preparing the 
implementation of ERP (Gyampah & Kwasi A., 2004). 
Key user will develop the required necessities in the last system, which is needed by end user. In 
addition, key user will specialize parts of ERP system and becomes a trainer, an educator, an advisor, a 
help-desk resource and an agent for end user. End user only has knowledge specification from parts on the 
system where the end user needs to do. Therefore, key user’s role is so significant to succeed the last system 
(Spathis & Constantinedes, 2003). 
The implementation stage is where consultant is on the key user instruction because the system is 
a configuration package of information system. Customization usually includes a strong relationship 
between key user and consultant. Key user adjusts process business of the company by applying ERP 
custom software, and directing end user to provide required data (Gyampah & Kwasi A, 2004). 
 
Developing Hypothesis  
 DeLone and McLean theory stated that the information system is succeed if the system quality 
improves, thus user satisfaction will improve. This theory test result also shows various results, some 
researchers support and some do not. The summary of previous study result has been described in the table 
1. 
Table 1.  The summary of previous study result relationship system quality to user satisfaction 
No Author Object  Result 
1. Premkumar & King (1994) Manufacture (India) Not supported 
2. McGill et al. (2003) Universities MBA  (Australia) supported 
3. Urbach, Smonik & Riemp (2010) Manufacture (German) supported 
4. Khayun & Ractham (2011) Manufacture (Thailand) Not supported 
5. Kim & Lee (2014) Implementation ERP di Korea 








Inconsistent previous research of system quality impact on user satisfaction shows that there is 
another variable, which takes part to strengthen and weaken the impact. Baheshti (2006) states that 
management support can give guarantee the continuity of the ERP system. Management supports are: 
involved directly in facing user’s difficulties and taking strategic steps to improve the capability of system 
use, so the user will find it helpful to the system, and then finally will have satisfied feeling.   
Transformational leadership style of key user is notified by some activities: help the employees to 
understand ERP system, which is implemented by the company and train them to be ready and able to use 
the system. 
The capability of the employees using ERP system will help them to do their responsibilities given 
by the company. In the other hand, the implementation of ERP system will help their job. 
 This will bring satisfaction feeling from the employees. Based on the description above, this study 
proposes a research model as defined in the figure 1, and the hypothesis is: 
H1: System quality influences on user satisfaction, 




There are 285 universities in east Java, Indonesia as the population. As for this study, 164 
universities are chosen as the samples by using the disproportionate stratified random sampling through 
organizational unit analysis. The instrument that is used to analyze the data is Structural equation Modeling 
(SEM) program Amos 22. The constructs used to make the model are transformational key user leadership, 










Picture 1.  Research Model 
 
Result and Discussion 
Mean score of the highest respondent answer is 3,62 for the question: ERP system is easy to access, 
and the lowest score is 3,34 for the first question: ERP system is easy to do. This shows that the level of 
easiness in ERP operation is the challenge of some users. The difficulty of ERP operation can be solved by 
implementing directory assistance, and structured and arranged training to users. ERP consists of some 
moduls and each modul has different function and content, which are integrated one another. Therefore, a 
particular training is needed for each modul according to the main duties and functions of the employees. 
Based on the level of difficulties on ERP operation, so the policies of employees job rotation 
should be done according to the duties and qualification of each employee with a longer time compared 
with another division. Certification of information systems management expertise from The National 
Professional Certification Board or Badan Nasional Sertifikasi Profesi (BNSP) requires to do for infomation 
technology employees.  
The lowest score of average respondents’ answer is 3,55, telling the benefits of ERP system to 
others. If the perception of ERP system is good, they tend to be satisfied to use that system and will tell to 
others. The highest mean score is 3,66 for the question: user feels satisfied toward the whole working 
results. ERP gives easiness for data sharing, realtime, and helps decision taking. This easiness is 
experienced by the ERP user of universities in East Java as the whole satisfiying result achievement. 
System quality effects on the user satisfaction toward the ERP implementation. Parameter estimation 
for testing hypotheses is seen from the CR and p value. The CR test results obtained a value of 1.638 or 
under ± 1.96 means that the quality system is not positively affect toward the user satisfaction, while the 
test of the p value obtained value of 0.101 or above 0.05 means that the quality system has no significant 













The test result of the hypothesis indicates that the system quality is not influence positively and 
significantly impact toward the user satisfaction in the ERP implementation, it means that with the better 
system quality does not affect to the ERP user satisfaction, this is possible due to the increasing of the 
system quality which will be accompanied by changes in features or menu in the new ERP, so users have 
to learn more, and make adjustments to the new system. The Improvement of the quality of quality system 
has also resulted in the increasing complexity of the work. 
The difference result shows that with the better system quality does not improve toward the user 
satisfaction in the ERP implementation in East Java universities. The results of this study show that: 1) the 
user understands that the ERP system is a routine that should be done and not think about the advantages 
which has the ability to integrate with other parts of mutual interest, and 2) The rapid development of 
science and technology, creating a new structure, the global structure. Research by Dezdar (2012) about 
the relationship between system quality and user satisfaction also found similar with this  research’s finding. 
The test result of the hypothesis toward the dimension of the user key in transformational leadership 
shows P-value = 0.000. The significant variable in the user key transformational leadership in moderating 
the influence of the quality system toward the user satisfaction shows that, the higher value of the 
transformational leadership which is owned by the key user, it will effect greater to the influence of the 
quality system toward the user satisfaction. The conclusion is that the user key transformational leadership 
proved to moderate a system quality of variable toward the user satisfaction, this is accordance with the 
other research that said the higher value of the transformational leadership by the key user, it will effect 
greater to the influence (Nikolić, Sefić, 2017) 
 
Conclusion, suggestion and limitation 
The universities in East Java, Indonesia in the implementation of the ERP system is already 
reflecting the level of user satisfaction at a level above the average, as seen from the distribution of scores 
from the respondents’ answer that indicates average value of 3.65 on a scale of 5, in which it can be 
considered as good. The universities ERP system implementation in East Java, Indonesia indicates the 
appropriatness of the analysis with DeLone and McLean model; it suggests that the model appropriatness 
that is developed to analyze an information system is appropriate. 
The need for maximum efforts for universities that have not entered the ranking at Webomatrics, 
in order to enter in the rating activities so that universities can be trusted their existence by world. The 
universities should compete globally beacuse one of the strong indicators of the quality of the higher 
education is the implementation of ERP, so that the investment in ERP must be improved as well. The 
universities in Indonesia that are in the Webometrics ranking should be increased, because there are more 
than 75% of universities have not been in those rating. The need to consider other variables as moderation. 
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